Insurance Incidents Report
1/1/2010 to 1/31/2010 as of 2/1/2010

|Insurance I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.

Top Number - Total Incidents
Bottom Number - FCR Met

Low Total
Print/Copy/Sca Paper Jam None 1
n/Fax 0
Total 1
0
Total 1
0
1
0
Application Error Adobe Acrobat 2
8.0 2
Adobe Acrobat 1
9.0 Pro 0
Adobe 1
Contribute 1
Kofax 1
ImageControls 1
Microsoft Excel 1
0
Novell 1
Messenger 0




Low Total
Application Error PGP 1 1
1 1
Total 8 8
5 5
None Novell 1 1
GroupWise 0 0
Total 1 1
0 0
Password Citrix ICA 1 1
Client 1 1
Citrix 2 2
MetaFrame 2 2
Total 3 3
3 3
Reporting BlackBerry 1 1
Configuration 0 0
Citrix 1 1
MetaFrame 0 0
Novell 1 1
Messenger 0 0
Total 3 3
0 0
Total 15 15
8 8
Mobile Devices Error BlackBerry 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Network Error None 2 2
0 0




Low Total
Network Error Total 2 2
0 0
Password None 10 10
8 8
Novell Client 1 1
for 32-bit 0 0
Total 11 11
8
Total 13 13
8 8
PC/Laptop Error Microsoft 1 1
Windows XP 1 1
None 1 1
1 1
Total 2 2
2 2
Hardware None 6 6
0 0
Total 6 6
0 0
Password None 1 1
1 1
Total 1 1
1 1
Total 9 9
3 3
Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0




Gascard

Application

Low

Total

Application Error

Cisco

AnyConnect

39 39

19 19

Gascard 1 1
0 0

1 1

0 0

1 1

0 0

1 1

0 0

Novell 1 1
GroupWise 0 0
Remedy 1 1
Service 1 1
Total 2 2
1 1

Password Utah Master 1 1
Directory 0 0
Total 1 1
0 0

Reporting None 1 1
1 1

Novell 1 1
Messenger 0 0
Total 2 2
1 1

5 5

2 2

5 5

2 2




Low

Total

Application

Telecom Feature

Telecom Dial Tone

—_

49
22




Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Inital Respons

Low Total
Print/Copy/Sca Paper Jam None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0
1 1
0
Application Error Adobe Acrobat 2 2
8.0 0 0
Adobe Acrobat 1 1
9.0 Pro 0 0
Adobe 1 1
Contribute 0 0
Kofax 1 1
ImageControls 0 0
Microsoft Excel 1 1
0 0
Novell 1 1
Messenger 0 0
PGP 1 1
0 0
Total 8 8
0 0

»



Low Total
Application None Novell 1 1
GroupWise 0 0
Total 1 1
0 0
Password Citrix ICA 1 1
Client 0 0
Citrix 2 2
MetaFrame 0 0
Total 3 3
0 0
Reporting BlackBerry 1 1
Configuration 0 0
Citrix 1 1
MetaFrame 0 0
Novell 1 1
Messenger 1 1
Total 3 3
1 1
Total 15 15
1 1
Mobile Devices Error BlackBerry 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Network Error None 2 2
0 0
Total 2 2
0 0
Password None 10 10




Low

Total

Network Password Novell Client 1 1
for 32-bit 0 0

Total 11 11

1 1

Total 13 13

1 1

PC/Laptop Error Microsoft 1 1
Windows XP 0 0

None 1 1

0 0

Total 2 2

0 0

Hardware None 6 6

0 0

Total 6 6

0 0

Password None 1 1

0 0

Total 1 1

0 0

Total 9 9

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

39 39

2 2

Gascard Card Gascard 1 1
0 0




Low

Total

Gascard

Application

Application

Card Total 1
0

Total 1
0

1

0

Error Novell 1
GroupWise 0

Remedy 1

Service 0

Total 2

0

Password Utah Master 1
Directory 0

Total 1

0

Reporting None 1
0

Novell 1

Messenger 0

Total 2

0

Total 5
0

5

0

None Cisco 1
AnyConnect 0

Total 1

0

Total 1




Low Total

[ RN

—_

Telecom Feature

o -~

—_

Telecom Dial Tone




Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Total
Print/Copy/Sca Paper Jam None 1 1
n/Fax 0.31 0.31
Total 1 1
0.31 0.31
Total 1 1
0.31 0.31
1 1
0.31 0.31
Application Error Adobe Acrobat 2 2
8.0 0.00 0.00
Adobe Acrobat 1 1
9.0 Pro 0.16 0.16
Adobe 1 1
Contribute 0.00 0.00
Kofax 1 1
ImageControls 0.00 0.00
Microsoft Excel 1 1
0.13 0.13
Novell 1 1
Messenger 0.14 0.14
PGP 1 1
0.00 0.00
Total 8 8
0.08 0.08




Low Total
Application None Novell 1 1
GroupWise 0.14 0.14
Total 1 1
0.14 0.14
Password Citrix ICA 1 1
Client 0.00 0.00
Citrix 2 2
MetaFrame 0.00 0.00
Total 3 3
0.00 0.00
Reporting BlackBerry 1 1
Configuration 0.14 0.14
Citrix 1 1
MetaFrame 0.29 0.29
Novell 1 1
Messenger 1.84 1.84
Total 3 3
0.76 0.76
Total 15 15
0.26 0.26
Mobile Devices Error BlackBerry 1 1
0.47 0.47
Total 1 1
0.47 0.47
Total 1 1
0.47 0.47
Network Error None 2 2
0.25 0.25
Total 2 2
0.25 0.25
Password None 10 10
0.13 0.13




Low

Total

Network Password Novell Client 1 1
for 32-bit 0.03 0.03

Total 11 11

0.12 0.12

Total 13 13

0.14 0.14

PC/Laptop Error Microsoft 1 1
Windows XP 0.00 0.00

None 1 1

0.00 0.00

Total 2 2

0.00 0.00

Hardware None 6 6

0.16 0.16

Total 6 6

0.16 0.16

Password None 1 1

0.00 0.00

Total 1 1

0.00 0.00

Total 9 9

0.13 0.13

Print/Copy/Sca Incident None 1 1
n/Fax 0.10 0.10
Total 1 1

0.10 0.10

Total 1 1

0.10 0.10

39 39

0.19 0.19

Gascard Card Gascard 1 1
0.08 0.08




Gascard

Application

Application

Low Total
Card Total 1 1
0.08 0.08
Total 1 1
0.08 0.08
1 1
0.08 0.08
Error Novell 1 1
GroupWise 0.00 0.00
Remedy 1 1
Service 0.00 0.00
Total 2 2
0.00 0.00
Password Utah Master 1 1
Directory 0.20 0.20
Total 1 1
0.20 0.20
Reporting None 1 1
0.00 0.00
Novell 1 1
Messenger 0.00 0.00
Total 2 2
0.00 0.00
Total 5 5
0.07 0.07
5 5
0.07 0.07
None Cisco 1 1
AnyConnect 0.00 0.00
Total 1 1
0.00 0.00
Total 1 1
0.00 0.00




Low

Total

Telecom

Telecom

0.00 0.00

Feature 1 1
0.05 0.05

1 1

0.05 0.05

1 1

0.05 0.05

1 1

0.05 0.05

Dial Tone 1
0.07

1

0.07

1

0.07

1

0.07
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0.17




Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Total
Print/Copy/Sca Paper Jam None 1 1
n/Fax 0 0
Total 1 1
0 0
Total 1 1
0 0
1 1
0
Application Error Adobe Acrobat 2 2
8.0 0 0
Adobe Acrobat 1 1
9.0 Pro 0 0
Adobe 1 1
Contribute 0 0
Kofax 1 1
ImageControls 0 0
Microsoft Excel 1 1
0 0
Novell 1 1
Messenger 0 0
PGP 1 1
0 0
Total 8 8
0 0
None Novell 1 1
GroupWise 0 0




Low Total
Application None Total 1 1
0 0
Password Citrix ICA 1 1
Client 0 0
Citrix 2 2
MetaFrame 0 0
Total 3 3
0 0
Reporting BlackBerry 1 1
Configuration 0 0
Citrix 1 1
MetaFrame 0 0
Novell 1 1
Messenger 1 1
Total 3 3
1 1
Total 15 15
1 1
Mobile Devices Error BlackBerry 1 1
0 0
Total 1 1
0 0
Total 1 1
0 0
Network Error None 2 2
0 0
Total 2 2
0 0
Password None 10 10
0 0
Novell Client 1 1
for 32-bit 0 0




Low

Total

Network Password Total 1" 11
0

Total 13 13

0 0

PC/Laptop Error Microsoft 1 1
Windows XP 0 0

None 1 1

0 0

Total 2 2

0 0

Hardware None 6 6

0 0

Total 6 6

0 0

Password None 1 1

0 0

Total 1 1

0 0

Total 9 9

0 0

Print/Copy/Sca Incident None 1 1
n/Fax 0 0
Total 1 1

0 0

Total 1 1

0 0

39 39

1 1

Gascard Card Gascard 1 1
0 0

Total 1 1

0 0




Low

Total

Gascard

Application Error

Application

0 0

1 1

0 0

Novell 1 1
GroupWise 0 0
Remedy 1 1
Service 0 0
Total 2 2
0 0

Password Utah Master 1 1
Directory 0 0
Total 1 1
0 0

Reporting None 1 1
0 0

Novell 1 1
Messenger 0 0
Total 2 2
0 0

5 5

0 0

5 5

0 0

Cisco 1 1
AnyConnect 0 0
Total 1 1
0 0

1 1

0 0

1 1

0 0




Low Total

Telecom Feature

Telecom Dial Tone




Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Total
Print/Copy/Sca Paper Jam None 1 1
n/Fax 0.31 0.31
Total 1 1
0.31 0.31
Total 1 1
0.31 0.31
1 1
0.31 0.31
Application Error Adobe Acrobat 2 2
8.0 0.00 0.00
Adobe Acrobat 1 1
9.0 Pro 0.47 0.47
Adobe 1 1
Contribute 0.00 0.00
Kofax 1 1
ImageControls 0.00 0.00
Microsoft Excel 1 1
0.17 0.17
Novell 1 1
Messenger 0.25 0.25
PGP 1 1
0.00 0.00
Total 8 8
0.16 0.16




Low Total
Application None Novell 1 1
GroupWise 0.30 0.30
Total 1 1
0.30 0.30
Password Citrix ICA 1 1
Client 0.00 0.00
Citrix 2 2
MetaFrame 0.00 0.00
Total 3 3
0.00 0.00
Reporting BlackBerry 1 1
Configuration 35.72 35.72
Citrix 1 1
MetaFrame 0.29 0.29
Novell 1 1
Messenger 10.20 10.20
Total 3 3
15.41 15.41
Total 15 15
4.31 4.31
Mobile Devices Error BlackBerry 1 1
1.12 1.12
Total 1 1
1.12 1.12
Total 1 1
1.12 1.12
Network Error None 2 2
0.38 0.38
Total 2 2
0.38 0.38
Password None 10 10
0.41 0.41




Low

Total

Network Password Novell Client 1 1
for 32-bit 0.1 0.11

Total 11 11

0.36 0.36

Total 13 13

0.37 0.37

PC/Laptop Error Microsoft 1 1
Windows XP 0.00 0.00

None 1 1

0.00 0.00

Total 2 2

0.00 0.00

Hardware None 6 6

10.76 10.76

Total 6 6

10.76 10.76

Password None 1 1

0.00 0.00

Total 1 1

0.00 0.00

Total 9 9

8.61 8.61

Print/Copy/Sca Incident None 1 1
n/Fax 0.26 0.26
Total 1 1

0.26 0.26

Total 1 1

0.26 0.26

39 39

3.95 3.95

Gascard Card Gascard 1 1
0.08 0.08




Gascard

Application

Application

Low Total
Card Total 1 1
0.08 0.08
Total 1 1
0.08 0.08
1 1
0.08 0.08
Error Novell 1 1
GroupWise 0.00 0.00
Remedy 1 1
Service 0.00 0.00
Total 2 2
0.00 0.00
Password Utah Master 1 1
Directory 3.97 3.97
Total 1 1
3.97 3.97
Reporting None 1 1
0.00 0.00
Novell 1 1
Messenger 0.00 0.00
Total 2 2
0.00 0.00
Total 5 5
1.32 1.32
5 5
1.32 1.32
None Cisco 1 1
AnyConnect 0.00 0.00
Total 1 1
0.00 0.00
Total 1 1
0.00 0.00




Low Total

1 1

0.00 0.00

Telecom Feature 1 1

0.13 0.13

1 1

0.13 0.13

1 1

0.13 0.13

1 1

0.13 0.13

Telecom Dial Tone 1

2.33

1

2.33

1

2.33

1

2.33

49

3.29
INC000000057035  Application Password Utah Master Directory TIR Missed: No  TIR: 0.39
Help Desk Insurance Low Closed TTR Missed: No  TTR: 7.94
INC000000057516  Application Error Novell GroupWise TIR Missed: No  TIR: 0.00
Help Desk Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000057571  Application Error PGP TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000057794  Application Reporting BlackBerry Configuration TIR Missed: No  TIR: 0.27
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 71.45
INC000000059303  Application Password Citrix ICA Client TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000061339  Application Error Kofax ImageControls TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000062147  Application Reporting None TIR Missed: No TIR:  0.00
Help Desk Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000063239  Application None Cisco AnyConnect VPN ( TIR Missed: No  TIR: 0.00
Metro B Help Desk Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000063900  Application Reporting Citrix MetaFrame TIR Missed: No  TIR: 0.59



Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.59
INC000000066189  Application Reporting Novell Messenger TIR Missed: No  TIR: 0.00
Help Desk Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000066250  Application Password Citrix MetaFrame TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000066391  Application Reporting Novell Messenger TIR Missed: Yes TIR: 3.69
Capitol Desktop Support Insurance Low Resolved TTR Missed: Yes TTR: 20.40
INC000000068441  Application None Novell GroupWise TIR Missed: No  TIR: 0.28
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.61
INC000000068745  Application Error Adobe Contribute TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000068837  Application Error Novell Messenger TIR Missed: No TIR: 0.29
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.50
INC000000069505  Application Error Remedy Service Reques TIR Missed: No TIR: 0.00
Help Desk Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000070372  Application Password Citrix MetaFrame TIR Missed: No TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000070557  Application Error Adobe Acrobat 9.0 Pro TIR Missed: No TIR: 0.32
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.95
INC000000070605  Application Error Adobe Acrobat 8.0 Profes TIR Missed: No TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000070629  Application Error Adobe Acrobat 8.0 Profes TIR Missed: No TIR: 0.00
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.00
INC000000070925  Application Error Microsoft Excel TIR Missed: No TIR: 0.26
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.33
INC000000060556  Gascard Card Gascard TIRMissed: No TIR: 0.16
Fuel Network Insurance Low Closed TTR Missed: No  TTR: 0.16
INC000000070337  Mobile Devices Error BlackBerry TIR Missed: No TIR: 0.93
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 2.23
INC000000057568  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000058248  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000059649  Network Error None TIRMissed: No TIR: 0.55
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 1.08
INC000000061255  Network Password Novell Client for 32-bit W TIR Missed: No TIR: 0.05
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.23
INC000000061293  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000062759  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000063396  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000063525  Network Password None TIRMissed: No TIR: 0.40
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 1.34




INC000000064486  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000064499  Network Password None TIR Missed: No  TIR: 0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000064502  Network Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000069340  Network Password None TIR Missed: Yes TIR: 1.16
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 3.53
INC000000069482  Network Error None TIRMissed: No TIR: 045
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.45
INC000000053409  PC/Laptop Hardware None TIRMissed: No TIR: 0.34
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 118.35
INC000000057539  PC/Laptop Password None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000060466  PC/Laptop Hardware None TIRMissed: No TIR: 0.65
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 1.87
INC000000061229  PC/Laptop Hardware None TIRMissed: No TIR: 0.12
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.18
INC000000061336  PC/Laptop Error None TIR Missed: No TIR:  0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000062017  PC/Laptop Error Microsoft Windows XP Pi TIR Missed: No TIR: 0.00
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.00
INC000000062816  PC/Laptop Hardware None TIRMissed: No TIR: 0.12
Capitol Desktop Support Insurance Low Closed TTR Missed: No  TTR: 0.21
INC000000070661  PC/Laptop Hardware None TIRMissed: No TIR: 0.14
Capitol Desktop Support Insurance Low Resolved TTR Missed: No TTR: 0.50
INC000000070758  PC/Laptop Hardware None TIR Missed: No TIR: 0.58
Capitol Desktop Support Insurance Low Resolved TTR Missed: No TTR: 8.01
INC000000057958  Print/Copy/Scan/Fax Paper Jam None TIRMissed: No TIR: 0.63
Application Support Insurance Low Closed TTR Missed: No  TTR: 0.63
INC000000070930  Print/Copy/Scan/Fax Incident None TIRMissed: No TIR:  0.20
Capitol Desktop Support Insurance Low Resolved TTR Missed: No  TTR: 0.52
INC000000063873  Telecom Dial Tone None TIRMissed: No TIR: 0.15
Voice/Data/WAN Services Insurance Low Closed TTR Missed: No  TTR: 4.67
INC000000065711  Telecom Feature None TIRMissed: No TIR: 0.10
Voice Operations Insurance Low Resolved TTR Missed: No  TTR: 0.26




